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ServiceSimulator v1.19 
Abstract 
ServiceSimulator was designed as a free tool for modeling service operations. In addition to the simulator 
itself, the tool includes seven sample files which correspond to seven sample problems that involve how 
to address staffing issues relating to different scenarios of customer traffic, in operations as diverse as 
hair salons, quick-service restaurants, and call centers. The scenarios are given at the end of the 
instruction document. Videos are also available that show how to construct models for the seven sample 
problems. To explain how to use the simulator, the instruction book shows screen captures drawn from 
the models relating to Example 4 (an instructor of trainees at a hair salon), Example 5 (managing food 
waste at a quick-service counter), and Example 6 (customers arriving and waiting for service at a hair 
salon). Users are able to simulate possible changes in their own existing or planned service operations. 
Videos that show how to construct the sample problems using ServiceSimulator are available for free 
from Professor Thompson. Simply send him an email at gmt1@cornell.edu with the subject line 
"ServiceSimulator video". 
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Gary M. Thompson, Ph.D., is professor of operations management at the Cornell University School of 
Hotel Administration (gmt1@cornell.edu), where he teaches undergraduate and graduate courses in service 
operations management. His research, which focuses on wine cellars, restaurant operations, scheduling 
conferences, and on workforce staffing and scheduling, has appeared in a number of outlets. He has 
consulted for several prominent hospitality companies and is the founder and president of Thoughtimus, Inc., 
a small software development firm focusing on scheduling products. 
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Inter-arrival time Exponential 20
Reception Normal 2, 0.5
Trainee A cut Normal 12, 2
Trainee B cut Normal 16, 2.5
Inspection Normal 2, 0.3
Trainee A re-cut Normal 5, 1
Trainee B re-cut Normal 7, 1.5
Exhibit 10
Specifications for Example 3
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item ordered # (probability) Time per Single item 
Burgers 1 (0.8), 2 (0.2) Normal (2, 0.4)
Fries 1 (0.5), 2 (0.3), 3 (0.2) Normal (3.5, 0.1)*
Drinks 1 (0.6), 2 (0.4) Normal (1, 0.1)
Exhibit 11






























Queue Time (minutes): 0 0.1 0.5 1 2 5 10
net future Transactions 2 1 0 -0.2 -0.4 -1 -3
* Note: Time for a batch of fries
Exhibit 12
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